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MESSAGE FROM THE BOARD CHAIR
Over the last year, the Community Information Centre of Ottawa (CICO) has been a champion in achieving excellence through many
transformations. I am proud of the staff’s accomplishments and their dedication towards the community, the Board of Directors, and their
211 partners.
One of CICO’s key achievements is its continued commitment to improving services offered via the 211 system. CICO has been navigating
through infrastructure changes such as the implementation of a new technological system and quality assurance measurements in order
to guarantee the system’s efficiency. Nonetheless, staff ensured that service interruptions were minimal. CICO has also continued its
work in community awareness, has cultivated its presence in the Francophone community, has strengthened stakeholder and community
engagement, and has continued collaborations with emergency response/recovery planning and victim support services. Moreover, CICO
is working towards obtaining recertification of the AIRS accreditation, which will take place in 2017-18.
In the coming year, the Board’s most important task will be to show a steady and strong commitment to CICO, the 211 system, the staff,
and the community. We will also welcome a new Executive Director to our team. The Board strongly believes that our future success
will be linked to our new executive leadership, as well as the relationships we nurture and the achievements we build. All of this would
not be possible without the diligent guidance of my fellow Board members, the devotion of the staff, and the engagement of community
stakeholders.
I look back on my first year as Board Chair with great satisfaction. We look forward to maintaining CICO’s excellence.
With gratitude,
Tanya Mendes-Gagnon
Chair, Board of Director
CICO

MISSION
CICO is a non-profit, bilingual organization that helps connect people to community,
social, health, and government services through multilingual, confidential, and
mediated information and referral services.

VALUES & PRINCIPLES
• Strengthening communities
• Helping people help themselves
• Confidentiality and accessibility

• Reliability and quality of our services
• Teamwork and accountability
• Staff – our most important resource

WHO ARE WE?
CICO, the regional 211 service provider in Eastern Ontario, has deep roots as an
information and referral leader since 1974. It was part of the initial group of leaders
spearheading the introduction of 211 in Canada in 2002. CICO launched the 211
service in Ottawa in 2008.
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211 DEVELOPMENTS - NEW TECHNOLOGIES
Since 2015, major technological changes have allowed service providers to operate as an integrated service system across Ontario.
Consequently, our functionality in times of emergencies and our ability to support community partners is greatly improved.

INCONTACT

BUSINESS INTELLIGENCE (BI)

Our phone systems are part of a multi-site platform.
This allows 211 providers to handle incoming calls on
a uniform system and in a standardized way, which
improves the caller experience. Calls are now routed
based on skill and availability of I&R specialists,
increasing overall efficiency and capacity.

Data produced by these tools populates BI
reports, which allows us to produce reports more
efficiently.

iCAROL

COMMUNITY REPORTING

We have used our new database tool for a second
year. It has the ability to attach metrics on calls,
caller needs, and community resources utilized.

The interoperability of our tools has
significantly improved our reporting capacity.

DEVELOPING THE HUMAN POTENTIAL
Educational sessions attended by CICO personnel in 2016:
•
Complex Calls and Creative Solutions, Part 1
•
Complex Calls and Creative Solutions, Part 2
•
Gender Identity
•
Cultural Studies: Haitian vs Dominican Republic
•
Netsuite Database Training
•
Human Trafficking Victims Services in Ottawa Region

•
•
•
•
•
•

Crisis, Suicide and Other Difficult Calls
Wordpress Training
Mock Calls Training, Part 1
Mock Calls Training, Part 2
Services for Sexual Assault Victims in Ottawa Region
Services for Distressed Persons in Ottawa Region

COMMUNITY RELATIONSHIPS
OFFERING EQUAL SERVICES TO FRANCOPHONES
Recognized as the Centre of francophone excellence (2013-14) by our 211 partners, CICO has been promoting equal access to 211 services
in this regard since 2008. We are now processing inquiries and data requests from the francophone community across Ontario, as well as
promoting the 211 service at the regional level.

ANTICIPATING THE NEEDS OF SYRIAN REFUGEES
Our team took the provincial lead concerning the needs of the Syrian refugees well before they arrived in Ontario. Consequently, when the refugees
arrived, we were ready to answer their calls, as well as direct would-be sponsors and volunteers towards the right resources.

COMMUNITY RELATIONSHIPS - VICTIMS WEEK
We support victims of crime and their family by improving the access to information, which empowers them. Our strong relationship with
Victims Support Services and Police Services is also crucial in our supporting role.
We have received funding, for a third year in a row, from the Victims Fund. This has enabled us to develop an awareness campaign on the value
of the 211 both for victims of crime and for the people/services supporting them.
To achieve this, we have attended five different events across Eastern Ontario. We conducted a social media campaign which reached 2,339
people. Also, our special email blast was sent to 90 agencies, while the mention in our Community Information Bulletin was read by 2,309 people.

BUILDING COMMUNITY CAPACITY AND ENGAGEMENT
COMMUNITY AND DATA
PARTNERSHIPS

34 local, regional, provincial and national
partners such as the Caring and Sharing
Exchange and Toy Mountain.

SERVICES OFFERED

Service offered in 73 communities in 10 Eastern
Ontario counties, for a population of 1,773,101
(Statistics Canada, 2011 census).

OUTREACH

We encountered 11,717 people, in 43 community
events, in nine different cities in Eastern Ontario,
through kiosks, presentations, etc.

COMMITTEES, COALITIONS,
MEMBERSHIPS

We participated in 15, including the Ottawa
Coalition to End Human Trafficking, the 211 Service
Excellence Network, and the French Health Services
Network of Eastern Ontario.

ONLINE PRESENCE 2016

FACEBOOK
717 likes

TWITTER
2,574 followers

BULLETIN
2.430 subscribers

211 Ontario East
63,917 sessions

27%

SERVICE
EXCELLENCE
& METRICS

Callers Received
Information
Only

97%

1%

Callers Would
Call 211 Again

Callers Received
Scheduled
Follow-up

Calls received

46,663
Calls answered

42,670

67%

3.5%

Callers Received
Assistance,
No Referral

Callers Received
Information &
Referral

87%

Calls Resolved

SUSTAINABLE & VIABLE FUNDING
FINANCIAL STATEMENTS
Revenues

Grants – City of Ottawa

Expenses

$85,974

10.0%

Human Resources

$627,199

74.4%

$583,312

67.7%

Occupancy

$70,654

8.4%

$61,714

7.2%

Information Technology

$45,762

5.4%

Projects and Self-Generated Funds $131,098

15.2%

Special Projects*

$44,652

5.3%

Miscellaneous

$54,329

6.4%

$842,596

100%

Grants – Province
Grants – Eastern Ontario

Total

*KFL&A, Victims Week, New Horizon

A BIG THANK YOU TO OUR ONGOING PARTNERS AND
SUPPORTERS

